JULIUS YAP 


09304677228 | moisadalsuud@gmail.com 


I'm a Senior Operations Representative with almost 4 years in BPO handling credit card accounts, emphasizing 2 years of experience in 
Visa and Mastercard disputes. 


Work Experiences 


Capital One Philippines SSC - Northgate Alabang Jun 2020 - Present 

Sr. Operations Representative, Representments 

Responsible for processing, handling, and resolving customer concerns pertaining to their credit card disputes. 

Advocates for the customer by making sure every dispute claim is filed correctly prior chargeback, and requests for additional information 
as needed to make the case stronger. 

Updates the customers via mail regarding the status of their dispute, inform them of the outcome, the adjustments made on the account, 

and if they need to submit additional information or wait for for merchant's response. 

Submits pre-arbitration and arbitration claims as needed via Empath and sometimes directly with MCM or VROL. 


e Spark Awardee for the months of July, August, September, November, and December in the year 2020. 


Capital One Philippines SSC - Northgate Alabang Jul 2019 - Mar 2020 
Sr. Operations Representative, Transaction Support Center 

Handled inbound calls and advocated for the customers by making sure their queries were all addressed in a polite and prompt manner. 
Informed the customer of their statement information such as current balances, fees and interests, updates in account handling, 
whenever asked and as applicable. 

Helped the customer in gaining their money's worth by filing for a dispute, and sometimes asking for additional information as needed to 
make sure the case is stronger. 

Educated the customer about the status of their current disputes, and the additional information needed to help them continue winning 
the case. 

Advocated for the customer in making sure their accounts are current and up-to-date, and suggested available online options for self-help 
solutions 

Investigated transactions in which the customer does not recognize and assisted them in reporting these transactions as fraudulent. 
Explored courses of action applicable to the customer whenever they request some fees and/or interests to be waived 


Genpact LLC, PayPal - Northgate Alabang Aug 2018 - Jun 2019 
Process Associate 

Provided accurate answers to customers' general queries such as product information, PayPal fees, and application navigation in a calm 
and helpful manner. 

Resolved customers' log in issues via OTPs, Step-Up Authentications, Lexis Nexis (as applicable) while ensuring security as the top 
priority. 

Went above and beyond with customers having a hard time transferring payments and withdrawing money by resolving payment holds, in 
a quick and professional manner. 

Ensured customer complaints and queries were resolved and well documented, and escalated or transferred in the more suitable queue 
as needed. 


Genpact LLC - Northgate Alabang May 2018 - Aug 2018 
Process Associate, Synchrony Financial 

Handled inbound and outbound calls in the Collections department for Synchrony Financial's Co-branded and private label credit cards. 
Educated the customer about their statement information such as statement due date, current balance, total amount due, and any related 
fees or interests to encourage them in making timely payments. 

Processed payments for the customers and made sure their account are kept on current status by providing accurate total amount due, 
fees, and interests that needed to be paid off as soon as possible. 

Filed a cease and desist order for some customers who no longer wish to receive calls or mails from their creditor. 

Suggested further options applicable to the customers who are no longer able to make minimum monthly payments so that they have one 
less thing to worry about. 


Education Level 


University of the Philippines, Los Baños - Los Baños, Laguna Jun 2011 - Jan 2018 
San Pedro National High School - Santo Tomas, Batangas Jun 2007 - Apr 2011 
San Pedro Elementary School - Santo Tomas, Batangas Jun 2004 - Apr 2007 
Itaas Elementary School - Poblacion, Muntinlupa City Jun 2001 - Apr 2004 


Skills, Achievements & Other Experience 


e Soft Skills: Strong attention to details and sound judgment, Problem solving and critical thinking, Customer orientation in 
communicating with customers 


